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Economy, Jobs and Fair Work Committee 

Business Support Inquiry 

Submission from Fife Council 

National and Local Context 
Business Gateway (BG) is a publicly funded local government service that provides 
free business support and impartial advice for start-up and existing businesses in 
Scotland. Local Authorities (LAs) are responsible for the delivery of the Business 
Gateway (BG) service in local areas - eighteen Lead Local Authorities (LLAs) co-
ordinate local contacts/ service delivery on behalf of the local authorities in their 
respective BG Region. In Fife the Lead Local Authority is Fife Council. 

Fife is the third largest Scottish local authority in terms of population, being a home to 
370,300 people and over 10,100 businesses. It makes a significant contribution to the 
Scottish economy with an annual business turnover of £12.9 billion and employs over 
165,400 people. 

There are now more companies in the region than any other time since 2000. Fife’s 
business base is made up of traditional and service sectors. The Wholesale, Retail & 
Repairs sector was Fife’s largest employing sector in 2017, with 21,990 people 
employed in 1,605 enterprises. 

Manufacturing remains an important sector for Fife. It supports 15% of the region’s 
jobs and 30% of its turnover. Fife has a very strong, diverse and growing sector with 
a number of high quality firms operating in electronics, defence and mechanical 
engineering. Output from the sector is expected to grow by almost 38% by 2035. 

The Fife business base is dominated by small-to-medium enterprises (SMEs), with 
96% of Fife’s businesses employing fewer than 250 employees. 64% of turnover from 
Fife’s enterprises is derived from its largest employers (those employing more than 
250 people). Whilst 93% of Fife’s businesses employ between 0-49 employees, they 
are responsible for less than a quarter (24%) of Fife’s total enterprise turnover. 

Based in COSLA, the Business Gateway National Unit (BGNU) supports the Lead 
Local Authorities (LLA) who manage the service, and Provider teams who deliver the 
service. The National Unit is responsible for a wide range of activity that includes 
marketing and operational support, and works closely with the partners and 
stakeholders involved with the service. The BGNU also provides and manages a range 
of national systems used to deliver the service, including www.bgateway.com website. 

In addition, Scottish Enterprise (SE) is a strategic partner with responsibility for 
resourcing some of the core service infrastructure used by Business Gateway 
including a customer relationship management system, shared with Scottish 
Enterprise, and the Business Gateway Enquiry Service for national enquiry fulfilment 
and research services. SE also provides a range of universal and specialist products 
which BG clients can access.  Similarly, BG works in partnership with Highlands and 
Islands Enterprise (HIE). 
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Response to Inquiry Questions 

1) Levels of annual spending on Business Gateway over the last ten years 

Please see the table on page 8.

2) Details of mechanisms in place to determine quality assurance

Quality Assurance of the Business Gateway service is undertaken independently by
Progressive Partnership who have been conducting Business Gateway’s ongoing 
customer satisfaction tracking survey since mid-November 2014. Respondents to 
this survey have all made contact with Business Gateway (BG). Survey invitations 
are sent on a weekly basis, two weeks after the customer’s initial contact with BG (a 
sample is taken directly from the CRM system). 

Dashboard reports provide summary data for each month of the survey for agreed 
Key Performance Indicators (KPIs).  The National Unit and the Lead Local Authorities 
monitor these dashboards.  In addition, Progressive identify and forward ‘Hot Alerts’, 
essentially client complaints, direct to local areas to respond to.  The service 
responds to 15-20 Hot Alerts per month, a maximum total of 240 per annum against 
a service handling over 50,000 enquiries a year, which is less than 0.5%. 

3) Details of any customer feedback received in relation to the Business Gateway
services that you offer or wider research about business support in your area;

As an example of the information obtained by Progressive the following covers data
from Quarter 4 2017-18 (customers who made contact with BG during January to
March 2018).

For enquiries made during January to March 2018, a total of 933 customers
responded to the survey (372 in January, 312 in February and 249 in March). The
overall response rate for the quarter was 10.6%. This response level gives a
confidence interval of +/-0.61% to +/-3.05%.

The key findings for this period are as follows:

• Overall satisfaction between January and March 2018 was 83%

• 82% this quarter said their expectations had been met or exceeded

• 88% of respondents this quarter reported that the support they received would
be beneficial for their business (excluding those reporting it was ‘too early to
say’)

• 85% of respondents this quarter would probably or definitely recommend
Business Gateway to other business people or those thinking of starting a new
business.
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Comparing these figures with the 12 month average in Table 1 below shows that 
customer satisfaction remains steady. 
 
 
 
 
 
Table 1: Key Metrics 

 

Service 
12 Month 
Average 

Jan - Mar 18 

Overall satisfaction 
(extremely satisfied, very satisfied or satisfied) 

84% 83% 

Service delivered met expectations 
(met or exceeded expectations) 

82% 82% 

Benefit the business will gain from service 
received 
(all saying yes, support will be beneficial – 
excluding those who report it is ‘too early to say’) 

87% 88% 

Would recommend Business Gateway 
(definitely or probably) 

86% 85% 

 
 

4) Details about the delivery of business support services, particularly: 
o whether outsourcing or in-house is the approach taken to providing 

Business Gateway services; 
 

In Fife, Business Gateway Services are delivered by Business Gateway Fife, 
an arm’s length company wholly owned by Fife Council. Under the Teckal 
excemption, Fife Council is able to award the Business Gateway delivery 
contract directly to Business Gateway Fife without having to undertake 
procurement. This affords us the benefits of a contracted out model while 
retaining a level of control over day to day operations which would normally only 
be achievable through an in-house delivery model. 

 
 

o any changes to the delivery mechanism over the last ten years and the 
rationale for this change, and; 

 
Since transferring to Local Authority control, Business Gateway services have 
been delivered through an arm’s length company owned by Fife Council. The 
structure and remit company, however, has seen some changes over the last 
10 years. 
 
Originally called Impact 21, the arm’s length company had a structure which 
allowed it to undertake commercial activity and seek contracts additional to 
Business Gateway delivery. In 2012, as a result of performance issues, the 
decision was taken to restrict commercial activity to a maximum of 10% and 
focus the company solely on delivery of Business Gateway services and any 
associated work undertaken on Fife Council’s behalf (e.g. delivery of the Fife 
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Investment Fund detailed below in question 5). With the company being wholly 
owned by the Council and the amendment of the M&As to ensure that no less 
than 90% of the company’s activities would be undertaken on the Council’s 
behalf, the Teckal procurement exemption became applicable. 

 
 

5) Details of any other services offered to businesses, especially SMEs and start-
ups, by your local authority. 
 
In addition to the core Business Gateway service delivered nationally, Fife Council’s 
Economic Development Team and Business Gateway Fife provide a wide range of 
services designed to support business growth and stimulate entrepreneurial activity. 
These include: 
 
ERDF Funded Business Competitiveness Activity 
Since April 2016, Fife Council has benefitted from ERDF funding which has allowed 
us to introduce enhanced business growth support through Business Gateway. The 
ERDF activity in Fife includes: 
 

• Expert Help Programme – allows SMEs to receive up to 2 days of fully funded 
consultancy support from our framework of subject matter experts. The 
framework was renewed in May this year and Fife SMEs can now benefit from 
the expertise of over 60 suppliers across a range of topics covering business 
development, finance, digital & social media, IT, legal, property, HR and 
environmental. 

• HR Specialist Adviser – 132 new and micro SMEs benefitted from dedicated 
HR advice in 2017/18 covering topics like recruiting their first employee, 
creating an employee handbook and developing an HR policy. This role has 
been so successful that we have now has been embedded in the core contract 
from 2018/19 in order to protect it from the uncertainties of discretionary 
funding.  

• IT Specialist Adviser – 39 businesses benefitted from specialist IT advisory 
support in 2017/18 on a range of topics including cyber security, e-commerce 
and full infrastructure reviews.  

• Business Growth Specialist Advisor – an additional high-level Growth 
Advisor role working exclusively with SMEs in the Business Gateway Growth 
Pipeline (GP) segment to ensure we can implement an effective entry route for 
account management with SE. 

 
The intention is to introduce some changes to the ERDF activity from January 2019 to 
address changing market demand and make best use of the resources available. The 
IT Specialist Adviser role will cease, with this activity now being delivered via Digital 
Boost. This will be replace with a Financial Specialist Advisor role to fill an identified 
requirement for an expert in business recovery and management accounts.  
 
We also intend to introduce an SME Competitiveness Fund which will, as part of our 
Fife Trade Partnership (Chambers/SDI), assist Fife SMEs in the Business Gateway 
Growth Advisory Service (GAS) segment to participate in more international trade 
exhibitions and missions that are delivered by SDI but unable to be funded directly. 
This will assist us deliver our regional trade partnership objectives to increase SME 
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export levels. The fund will also support businesses in the GAS segment with future 
upskilling focussed on manufacturing resilience and Industry 4.0. This will compliment 
SDS existing services but support the market gaps in some of the smaller SME’s who 
have capability to upskill. 
 
Culture of Enterprise Framework 
Led by Fife Council’s Economic Development team, CoE supports teachers and young 
people, at both primary and secondary school ages, as it creates opportunities to 
embed enterprise and entrepreneurial skills into their learning. Among the initiatives 
developed through CoE are: 
 

• The Enterprise Game – an app based game which allows young people to 
experience life as a business owner, learning about risk-management, cash 
flow, identifying opportunities for business growth as they try to create a 
successful business. Young people also learn about their local economy with 
Fife companies being an integral part of the game.  

• 4 to Fortune™ Social Entrepreneur - encourages young people to work in 
teams of four to make as much as they can from a £4 seed fund in four weeks. 
The profit made stays with the school, and the pupils work with their local 
community to identify projects to support 

• 4 to Fortune™ Enterprise Pitch - involves the young people pitching their 
community based proposal to a panel of funders. If the funding is awarded, the 
hard work really starts as they bring their proposal to life. 

• Tycoon Teens, Inspiring Fife™ - senior phase programme (S4-6) that 
supports entrepreneurial skill development and product design. 

 
During 17/18, over 4,450 young people in Fife engaged with CoE activities, with 330 
business support interventions.  Participation in CoE initiatives from early years to 
senior phase have grown year on year creating contextualised learning opportunities 
and skill development. 
 
Supplier Development Programme 
Fife Council is an active member of this partnership of Local Authorities, Scottish 
Government and other public bodies working together to support SMEs in all aspects 
of tendering. Assisting SMEs to become tender ready for public procurement improves 
their all-round efficiency, sustainability and market potential. In addition to the annual 
UK public spend of £240billion, the support provided through our SDP training and 
events is also helping Fife’s SMEs to access international procurement opportunities. 
 
In 2017/18, the SDP programme ran 25 events in Fife, supporting a total of 303 
Scottish SMEs. 
 
Trade Development Programme 
Delivered by Fife Council’s Economic Development team, the Trade Development 
Programme supports businesses looking to trade in new markets, as well as those 
already exporting and wishing to improve their current processes. This is achieved 
through organising group stands and visits to major UK and international exhibitions 
and conferences as well as providing a range of advice, information and customised 
training programmes.  
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In 2017/18 the Trade Development Programme supported 129 Fife SMEs. 

Financial Support to Businesses 
Delivered by Business Gateway Fife and funded by Fife Council, Financial Support to 
Business can help with funding to encourage SMEs with less than 50 employees to 
invest in and grow their business. It can help with plant and machinery, property 
improvements, product development, process improvement, training and market 
development and provides interest free repayable grants of up to £5,000.  

In 2017/18, 69 grants totalling £178k were awarded. This is projected to generate 
increased turnover of £20.5m and create 192 new jobs. 

Business Loans Scotland 
Fife Council is a member of this Local Authority consortium providing loans of up to 
£100k to SMEs who have been unable to secure funding from traditional sources. 

Digital Boost 
Through this Scottish Government programme designed to enhance the digital skills 
of Scotland’s SME base, Business Gateway Fife provided 55 workshops on a range 
of digital subjects, and enabled 31 businesses to access a total of 71 days of specialist 
advice. 

Women’s Leadership Programme 
Delivered in partnership with Women’s Enterprise Scotland, the Lead with WES 
programme is unique to Fife and designed for women business owners wishing to lead 
their business through growth to become a sustainable, high performing organisation. 
After a highly successful and well received first running of the course, a second cohort 
is underway and planning has begun on the third. 

Entrepreneurial Leadership Programme 
Delivered on behalf of Fife Council and Business Gateway by Napier University, this 
is a targeted business accelerator programme designed to improve the leadership 
skills within SMEs in Fife identified as having the greatest growth potential. Two 
cohorts have been completed supporting a total of 24 businesses and the course 
content has now been opened up to wider audience through the delivery of standalone 
half day masterclasses which have been attended by 115 people to date. 

Support for Social Enterprise 
Delivered by BRAG Enterprises on behalf of Fife Council Economic Development, this 
provides business support and advisory services tailored to those wishing to start and 
run a Social Enterprise in Fife. Part of the remit of this project is also to overcome the 
perception among social enterprises that Business Gateway services are somehow 
incompatible with their ideals and business model and encourage them to make better 
use of mainstream business support services and funding. 

In 2017/18, the Support for Social Enterprises project helped 18 new social enterprises 
to start and provided advice to 105 existing social enterprises. 

Enterprise Hub Fife 
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Opened in May 2017 and funded by the Scottish Government task force set up in the 
wake of Tullis Russell’s closure, Enterprise Hub Fife provides affordable small short-
let office space, offering early stage businesses their first experience of occupying 
business premises, as well as hot desks and high quality meeting and events space 
in a town centre location. As part of the Enterprise Hub’s support eco system, tenants 
also receive dedicated support and advice from the Enterprise Hub’s partner 
organisations (Business Gateway, Fife Council & RBS) as well as other agencies such 
as SDS & SDI. 

Manufacturing Resilience Programme 
Provides up to 10 days of fully funded in-depth consultancy time to safeguard jobs and 
support the sustainability and future growth of manufacturing businesses affected by 
market conditions including the downturn in the oil & gas industry. 
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Fife Council - Cost of Business Gateway Activity Over Past 10 Years

Budget Source

Activity
Core Business 

Gateway Funding

European Regional 

Development Fund
Digital Boost Fife Task Force* SG Total

Financial Support 

to Businesses

Social 

Enterprise Adviser

Trade 

Development 

Budget

Additional Local 

Budget 

Contributions

FC Total

2017/18 895,000.00£     190,605.71£     50,217.60£    90,000.00£    1,225,823.31£    165,000.00£     50,000.00£    102,000.00£     -£     317,000.00£    1,542,823.31£    

2016/17 895,000.00£     172,058.22£     53,982.00£    90,000.00£    1,211,040.22£    285,000.00£     50,000.00£    107,646.00£     -£     442,646.00£    1,653,686.22£    

2015/16 960,938.00£     -£     -£     30,000.00£    990,938.00£    275,000.00£     50,000.00£    107,646.00£     -£     432,646.00£    1,423,584.00£    

2014/15 960,938.00£     6,608.00£    -£     -£     967,546.00£    285,000.00£     50,000.00£    117,646.00£     -£     452,646.00£    1,420,192.00£    

2013/14 1,021,938.00£    19,529.00£    -£     -£     1,041,467.00£    290,000.00£     -£     125,146.00£     -£     415,146.00£    1,456,613.00£    

2012/13 913,438.00£     16,485.90£    -£     -£     929,923.90£    290,000.00£     -£     125,146.00£     231,400.00£     646,546.00£    1,576,469.90£    

2011/12 855,938.00£     28,466.58£    -£     -£     884,404.58£    270,000.00£     -£     128,146.00£     272,000.00£     670,146.00£    1,554,550.58£    

2010/11 950,438.00£     -£     -£     -£     950,438.00£    -£     -£     131,146.00£     335,000.00£     466,146.00£    1,416,584.00£    

2009/10 950,438.00£     -£     -£     -£     950,438.00£    -£     -£     131,146.00£     335,000.00£     466,146.00£    1,416,584.00£    

2008/09 950,438.00£     -£     -£     -£     950,438.00£    -£     -£     134,146.00£     -£     134,146.00£    1,084,584.00£    

* 2 additional 

Business Gateway 

Advisers to support

the areas most

affected by the 

closure of Tullis 

Russell 

Scottish Government Fife Council

Total BG 

Resource
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